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MY TERI 


It is a non-profit-making research organisation 
set up in 1974 with the aim to develop solutions to the 
acute energy problems, likely to be faced by the mankind 
in the future. Dr. R.K. Pachauri is the Director; si* 
members constitute the Governing Council headed by Mr. 
D.S. Seth, Chairman, Tata Chemicals Ltd- 


TERI has now developed into a full grown research 
institute, active m a wide range of energy subjects. 
At present TERI is busy on several projects dealing with 
applications of renewable energy systems to rural areas, 
microbiology of biogas, biotechnology in agriculture and 
forestry, economic and environmental issues and other 
energy related issues. Some of the projects are funded 
by international bodies like UNESCO, UNDP, ECE, WB. 
Bulk of the projects under sponsorship by other 
organisations are supported by ministries and 
departments of the Government of India. TERI also 
conducts training programmes on energy subjects and runs 
regional training programmes on behalf of UNESCO, ESCAP, 
etc . 


Functionally its activities are grouped under 


Research Area 
Computer Centre 
Information Services 


Training Programmes 


It has developed a network 
selective and * committed group 
soecialists with a telescopic vision 


of activities by 
of scholars and 
of tomorrow. 


"TERI 


THE ENERGY PROBLEM SOLVER 


WE ARE PROUD OF YOU" 
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Offioe Management - the need, principle and scope 

by 

P.*K. Maitra* 


1.1 Every activity which we undertake involves an element 
that brings coordination or cohesiveness to the acitlvity. 
Without these cohesiveness our acts would be ineffective, 
stumbling, perhaps random and unproductive. This element 
that Infuses plan and objective, as well as cohesion, to our 
activities may be called management. 


1.2 Management: 

Management varies widely in its complexity. Managing a 
simple undertaking may consist of little more than receiving, 
sorting, remembering, translating and communicating 
information. A Manager directing the efforts of a crew 
loading furniture into a moving van, for example, may do 
little more than tell the crew what needs to be loaded, 
indicate how it should be wrapped and direct the crew placing 
it aboard the van. Basically, this Manager sees what needs 
to be done and tells his men what to do. Management consists 
of getting things done through and with others. A Manager is 
one, who accomplishes objectives by directing the efforts of 
others. The most orucial requirements for a Manager are that 
he has to be an analyst of conditions affecting his unit, a 
procurer and allocator of the resources to be used by his 
unit and a diagnostician of the interpersonal relationships, 
values and norms within his unit. To fulfil these 
requirements he should have three types of managerial skills. 

i) technical skills concerned with what is done 

ii) human skills concerned with how it is done 
Hi) ^conceptual skills concerned with why it is done 


2.1 Office : 

Management is the organisation and control of human 
activity towards specific ends. The organisation and control 
functions are regulated through paper work which contributes 
greatly to the overall success of the organisation. And 
office for a Manager is, therefore, a place where paper work 


* Retired Additional Director, Institute of Secretarial 
Training and Management (I.S.T.M.), Ministry of Home 
Affaire, Government of India, New Delhi. 
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is done, as all that he does has got to be formalised through 
and recorded in paper. Paper work is the base, so to say, 
for all the management funotions viz. Planning, organising, 
directing, controlling, eto. For all these functions he 
needs elaborate processing of input data (raw material for 
deoision making). His office which does the paper work 
serves as data bank. Therefore, for each office again, 
management is called for and so we come to recognize office 
management as a management area like many others, for 
example, personnel management, financial management, 
materials management,etc. 


2.2 For managing any area there should be a system, a set 
of procedures as well as methods. A system is a network of 
related procedure developed according to an integrated scheme 
performing a major activity of the business. A procedure is 
a sequence of operations usually Involving several people or 
units to ensure uniform handling of recirrlng transaction of 
business. A method is a manual or mechanised means by which 
operations are performed. Therefore, for office management 
also, these are the three basic ingredients. 


3.1 

The principles Involved in office management are : 

(a) 

goal setting 


(b) 

laying standards/norms with reference to work 

area 

(e) 

forming teams 


(d) 

allotting tasks 


(e) 

prescribing procedure, method 


(f) 

goal accomplishment (performance) 


Although these principles are common to all types of 
management, they are of no less significance in paper work 
management. This is the reason why we see that the tasks 

allotted to different offices are functional for example, 
planning unit, policy unit, coordination unit, etc. 

3.2 

Additional Principles : 



The goal accomplishment (performance) does not only 
depend upon well set principles mentioned above but also on 
the ability and willingness of the men engaged on paper work, 
so, for effective office management one has to keep an eye 
on : accuraoy, promptness, dependability, cooperativeness, 
creative ability, integrity, resourcefulness, ability to deal 
effectively with others, economy and productiveness. These 
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attributes seem to be referring to the Job; for example, we 
often conelude that a Job has not been done promptly. The 
question now raised is why Is it so? The answer could be 
either or all of these : 

(a) The Job was not possible to be done promptly (Job 
related fault) 

(b) The principles t methods, etc. were faulty (mechanical 
process fault) 

(o) It is the team or human resources that are to be blamed 
(man-management fault) 


3*3 While the office management principles outlined in para 
3.1 could be gone into to analyse the target-achievement gap, 
those principles do not help us to analyse the man-management 
fault. Therefore, a few additional principles of office 
management are to be invoked. These are : office hygiene or 
infrastructural facilities, interpersonal relationships and 
facilitating behaviour. 


4.1 Maim functions of Office : 

Office management is the function developing 
information. It comprises those functions that support the 
management and provide for staff services dependent upon 
organisational requirements. Broadly, the functions are ; 


i) 

Collection of cognitive material (data, 
information etc.) 

fact. 

ii) 

Collection and compilation of the same. 


iii) 

Processing/Dev eloping information (analysis, 

pretation). 

inter- 

iv) 

Presentation for decision making. 

• 


v) 

Communication of decision. 


Vi) 

Monitoring performance. 


vii) 

Maintenance of developed information. 


4.2 

Guideline for Qfflos Management functions : 


The guidelines are generally contained in 
Manual. A manual has generally the following ooverage 

Offioe 

: 

(a) 

Identification of cognitive material. 
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(b) 

Collection/ccmpilatlon, 
the basis of policy, 
precedent etc. 

analysis and 
direction, 

interpretation on 
rule, oase law, 

(c) 

Communication process and procedure 


(d) 

Monitoring means. 



(e) 

Records management. 




The control over those 

elements is 

exercised through 


"checks and controls” mechanism inbuilt in the entire process 
of managing the paper monster. 


5.1 Ideal Office System : 

An ideal office system will call for : 
i) good flow of work without bottleneck, 

il) avoiding duplication. 

ill) keeping movement of staff to the minimum. 

iv) avoiding unnecessary paper work. 

* 

v) making best use of specialisation and office machinery. 

vl) following the principles of management by exception. 

vii) making as few exceptions to the rule or norm as 
possible. 

viil) avoiding unnecessary interference and checking, 
lx) simplicity 
x) facilitating behaviour. 

6.0 Scope : 

Office Management is the function within the 
organisation charged with the responsibility for the overall 
operations of the organisation. This responsibility may rest 
with personnel, production, accounting, financing or acme 
other area. Offloe Management is not one position, one 
of floe or one Department j it is rather the totality of 
management personnel operating in an administrative capacity 
with all the information and all the expertise needed for 
effeotive, timely and objective decisions. The information 
for decisions is gathered, processed, recorded and 
oommunlcated by means of a network of office activities which 
extends into every corner of an enterprise and inoludes many 



external relations as well. When Information is complete, 
acourate and timely, the batting average of executive 
decisions can be very respeotable, assuming that the 
information is used logically. When information is 
inadequate, inaccurate or out of date, decisions can be no 
better. That is why even the line managers may consider a 
large portion of their time committed to office management 
duties. 
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Piling Spat 


What la filing? : 

1*1 Filing, which can be simply defined aa the method of 
storage and retrieval of information through a physical 
medium, la one important aspect of records management. The 
purpose of filing will be more clear if we think of it aa the 
process of classifying, arranging and storing 
data/lnformatlon so that they are readily accessible when 
needed. 


1.2 What la a file? The file, In common parlance, is an 
instrument for 'reducing* or 'smoothing' objects. In the 
offloe context, raw data Is processed or reduced to 
Information in a smooth understandable form for 
Interpretation, analysis and discussion. 


Efficient filing system : 

2.1 A system which ia created to serve a purpose, is no 
good, unless the objective ia achieved. So is the case with 
filing system. Therefore, an efficient and effective filing 
system should fulfil the following requirements : The ACRONYM 
ia ■gASEFAB". 


{i) Guide s It should provide a quick and easily 

comprehensible guide to the source of 
all data/information required for the 
diverse activities of the organisation. 

^ Absorption * It should be capable of absorbing fresh 

data and thua keep the information 
already stored as much upto-date as 
possible. 


(ill) Speed in s It should ensire that the response time 
retrieval retrieval of information remains low. 

In other words, the files should be 
retrieved when required without loss of 

tlMa 


(iv) Economy : It should be ecommioal by ensuring that 

(a) files occupy minimum apace} 
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(b) supplies and equipment necessary for 
the filing system are adopted to the 
resource constraints of the 
organisation; and 

(c) the "people" costs - salaries and 
allowances of filing clerks - are 
kept to the minimum. This does not 
mean that they should be the lowest 
paid persons or not given their due. 

(v) Future It should be future-oriented with an 

and Result eye to those which may be required 

Orientation in the future. It should be result- 

oriented, that is, it should 
store only the minimum. The 
present system is to store 
everything and to treat every piece 
of paper as a currency note, on 
account of the undue emphasis on 
accountability. 

Classification System : 

3.1 For purpose of identification, just as a man, a 
mountain peak, etc. is given a name for future contact, so 
also a file should have a name. Broadly speaking, there are 
the following five systems of classifiction for filing : 
alphabetical, nunerical, chrondLogical, geographical; and 
subject-wise. 

(i) Alphabetical System : It is the process by which 
records are filed in alphabetical sequence; by the name 
of an employee/cl lent, a company or even a subject. 
File folders are arranged in alphabetical order. This 
system is direct and the simplest to develop and 
control. However, the system does not help in 
arranging information in accordance with the functional 
needs of an organisation. 

(ii) Numerical System : Records are filed according to a 
number. It is useful for filing such items as purchase 
orders, sales, invoices, bills and other records which 
are numbered. When the numerical system is used for 
correspondence, a number is assigned to the name of the 
correspondence on the subject dealt with in the file. 
The system has scope for indefinite expansion. It is, 
however, indirect because it necessitates a cross- 
reference to an alphabetical index. This indirectness 
in the system provides for a oertain degree of secrecy, 
but it is more time-consuaing, and thus retrieval of 
information becomes rather slow and cumbersome. 
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(iii) Chronol og i cal System : This ay at am, sometimes called 
date filing, requires that records be filed in date 
order. It is used primarily for follow-up purposes as 
in Court hearings. Income tax summons, etc. and 
updating information contained in records. In this 
system, all matters needing attention periodically can 
be brought up and acted upon automatically. Usually 
the follow-up date is noted on the file cover. 


(iv) Geographical. : In this system, alphabetical 
classifications are broken up with geographical regions 
and, within regions the files are kept, either 
alphabetically or numerically. This is useful to sale 
and service organisations for keeping track of their 
sales-promotion and service facility activities. 


(v) Subject-vise : Under this system, records are indexed 
and filed under major subject-headings. In planning 
and organising such a system, care should be taken in 
the selection of the subject-headings under which the 
papers are to be filed as well as the arrangement of 
the subject-headings. The subject-headings should be 
selected by an analysis of the functions of an 
organisation. The simplest method of arranging selected 
subject-headings is in single straight alphabetical 
order. Additional subjeots and sub-division of 
existing headings are made by adding the new subjects 
to the list in alphabetical order. Since this system 
falls to group related subjeots and Involves 
considerable cross-referencing, a combination of the 
simple alphabetical subject-vise system with the 
numerical system is adopted in organisations like those 
in Govt, where decisions have to be taken generally 
after crose-refereneing and consultation of precedents 
and procedures prescribed for the purpose uniformly. 
Under this combined system, the major or primary 
subjects are arranged in alphabetical order and nunbers 
in sequence are assigned to sub-divisions under the 
primary subject-headings. 


File numbering systems in Ooverment of India : 

A. 1 Conventional method : 

The conventional method of filing so far followed in 
the civil mlnlsterlea/departments of the Government of India 
la based on aubjeot classification. A file opened under the 
system consists of the number allotted to the standard head, 
the year in whloh the file is opened, and an abbreviated 
symbol identifying the aeotlon. Thus files opened in the 
Publio I Seotion of Ministry of Home Affairs, during the year 


8 



1974, under the standard head 3 will be numbered F.No, 3/1/74- 
Pub. I, 3/2/74-Pub. I and so on. 


Section Is the unit for purposes of standard head. The 
system cannot ensure any uniformity in naming and cataloguing 
various subjects dealt with in the various division^ branches 
of a department and this fails to correlate the functions 
performed by various work groups. Retrieval of information 
on the same subject from various branchea/divisions/wings/ 
departments becomes difficult because the same subject is 
given different names and numbers in different units. 


4.2 Functional Filing System : 

In this system, the range and dimensions of the 
subjects falling under the scope of business allotted to a 
department are analysed in the following sequence 

(1) Functional Heads which represent the basic functions of 
the department. 

(il) Primary Heads - main heads representing main activities 
in each of these functions. 

(ill) Secondary Heads - the sub-subjects or aspects or 
operations of primary heads. 


The file opened under the functional filing system is 
assigned the code number in the following manner 


(i) Single letter A,B f C etc. or Roman numerical I, II, III 
etc., representing functional heads followed by hyphen 
as the separator. 

(ii) A two-digit number (beginning with 11 and going up to 
99) representing primary heads followed by 0 (zero) as 
the separator; 

(ill) A two-digit number (beginning with 11 and going upto 
99) identifying the secondary head followed by a slant 
stroke as the separator; 

(lv) Serial number of file opened during the year under the 
secondary head followed by a slant stroke as the 
separates*; 

(v) A two-digit number representing year followed by a 
hyphen as the separator; and 

(vi) A group of abbreviating letters identifying section. 
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Example: A file opened in Foreigners II Section of the 
Ministry of Heme Affairs in 1975 relating to grant of visa to 
Mr. XYZ, Swiss Technician, coming to join M/s Ciba will have 
F-14042/21/75-F. II as in file code below - 


'F' 

represents functional group'foreigners* 

'14* - 

primary head 'Grant of Visa* 

'0* - 

the separator 

'42* - 

the secondary head 'Swiss' 

'21* - 

the serial number of file opened during the year 
under the secondary head. 

'75* - 

the year of opening the file, and 

'F.II»- 

the concerned Section. 


4.3 While the file number under the above system is longer 
than the conventional filing system, even so the functional 
filing system has many advantages vis-a-vis the conventional 
system. These are - 

(1) It ensires uniformity in opening of new files. 

(li) It facilitates systematic sorting, storage and 
retrieval of files which may be required for reference. 

(ill) Index slips need not be prepared in respect of the 
standardized heads (functional, primaiy and secondary) 
as identification codes assigned to them can easily be 
ascertained by reference to the standardised index. 
Only the content of the file outside the standardised 
headings need be indexed. 

(lv) A standardised index based on Functional Filing Syatan 
provides better aid in a hunt which sometimes has to be 
made to locate releyant papers, thus saving time. 

(v) Functional index serves as a standard table of oontents 
for the precedent book. 

(vi) After the functional file index has been developed for 
the Ministry/Department or the division of Ministry as 
an integrated whole, the nuaberlng of files need not be 
dependent on the pattern of distribution of subjeots 
among its sections. Thus, if work is reallocated 
between aeotions/units of Ministry/Department, tracing 
of files whioh are so transferred, will be easier. In 
changing the number, only identifying mark of Section 
need to be ohanged. 
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Hardware for filing : 


5*1 After an organisation has evolved and standardized its 
system of classification of files and arrangement of papers, 
it should give attention to the materials and equipment which 
will be used for storing the files. The ccmoon material used 
in Government of India for storing files are folders. Their 
use is justified when original notings and correspondence or 
other documents are to be retained for the purpose of 
reference, legal requirement or accountability to other 
authorities. However, it may be useful to consider the 
increasing use of cards for maintaining data regarding 
matters such as service and salary details of Personnel, 
inventory control, sales and service position. The 
advantages of cards are : firstly, they can be easily 
accessible, secondly, they can be quickly updated and are 
therefore, more suitable for oi>-llne operations and real time 
control; and thirdly, they occupy much smaller space to 
store. 


5*2 Depending on the material used for filing, the 
organisation should procure equipments which will not only 
store files in an easily accessible manner but also achieve 
the maximum economy through reduction in cost of space and 
cost of people to be deployed for maintaining the system. 
Equipment for filing inoludes the conventional open shelves 
and almlrahs as well as cabinets available in a wide range 
of types and sizes to accommodate virtually every filing 
need. Whatever equipment is used, the objective should be to 
evolve a system which ensures the separation of files into 
ourrent, semi-active and recorded files. This will 
facilitate retrieval of information in a quick and more 
systematic manner. 


5.3 In the context of the Desk Officer Systma, the Lateral 
filing System may prove useful for maintaining current and 
semi-active files. Instead of storing files in closed 
almlrahs either horizontally (one file over the other), or 
they may be kept in open shelves with suspension packets 
hanging from parallel rails and fitted with visible labels. 
It is not neoessary to have steel shelves or almlrahs, 
because the two parallel rails can be filled in wooden 
almlrahs, on open or closed rack or a cupboard of any height. 

5.4 Visible Card leoord System. In Desks 

(i) where considerable correspondence handling of routine 
type is involved; or 

(ii) which deals with personnel or parties or contractors 
whose bio-data or detailed particulars are to be 
maintained; or 
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(ill) where the information has to be stored according to 
commodities or stations or spare parts, it will be 
useful to maintain a Visible Card Record System. One 
full and a complete tray lies before us, every title 
aligned and dear, k flip of the finger and any card 
is fully exposed to view. This is an easily accessible 
record of vital facts that could only be extracted 
with difficulty from bulky files. 


Desk Vallet 

5.5 It is ideal for recording personnel memoranda, staff 
records, engagements, meetings, extracts of important notes, 
office memoranda and cabinet summary and a check list of 
assignments given to a number of persons. Its special 
features are - 

(i) all titles visible at a glance; 

(il) cards can be easily changed; and 

(iii) movable coloured signals enable follow up action to be 
taken on due dates. 


General : 

5.6 The criterion of an efficient and effective filing 
system is that it should be capable of preserving necessary 
information and of retrieving it accurately and quickly 
whenever required. Hence attention should be paid not only to 
the development of a systematic classification and 
arrangement of files but also to the procurement and 
maintenance of suitable materials and equipment keeping in 
view the functional needs and resource constraints. 
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Organisation' • Expectation of a Personal Secretary 


Introduction : 

The Private Secretary/Personal Assistant plays a very 
important role in the business world today. Imagine how 
little ary executive would get done if he had to take care of 
his own mall f writes his own letters, answers the telephone, 
files and finds his correspondence and performs many other 
similar tasks. The Executive's main job is to manage and to 
take decisions. The Private Secretaiy/Personal Assistant is 
a valuable asset to any business, because he/she assists 
his/her boss and relieves him of all possLble details so that 
he will have the time he needs for management activities. The 
Private Secretary/Personal Assistant therefore, plays a very 
important role in his/her Executive's official life. He/She 
works so near him that he/she has more impact on his 
temperament and effectiveness in work than anybody else in 
the office. He/she keeps him organised so that he may be in 
an atmosphere in which he can function beat. It is not easy 
to please moat of the top executives who have enormous 
capacity for hard work. They demand the best from their 
Private Secretaiy/Personal Assistants. Executives expect 
their Private Secretary/Personal Assistants to be so 
intelligent as to carry out details without being told to do. 
Executives expect the frivate Secretaries to keep them posted 
with all that they should knew but they do not desire them to 
be 'Tale bearers'. They expect that the frivate Secretaries 
would understand their moods and schedule the work 
accordingly. They expect that he/she would work according to 
their likes and dislikes. The most important skill that they 
expect the ft*lvate Secretary to possess is a full command 
over the language in which business is transacted. They want 
him to be familiar with the rules of grammar, punctuation and 
spelling. They also expect that he/she would be able to edit 
letters and notes effectively and write letters skillfully 
keeping the psychology of the reader in view. 


Doing Things At The Proper Time : 

The ability to do the correct thing at the right time 
hy an efficient frivate Secretary, comes, from a desire to be 
helpful to the boss. To do this you have got to understand 
what makes him happily tlok. Learn to understand your boss's 
moods. Those hours when he is in good mood, rested and full 
of energy is the appropriate time when you should place 
before him such work whioh required decisions as well as 
thinking and planning eto. When he is in a bad mood keep as 
many problem as possible away from him especially those in 
whioh creative effort is needed. As far as possible, do not 
arrange any Interviews especially for subordinates, at that 
time. 
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Keeping The Work Going on Smoothly : 

It la your business to keep the boss as far as possible 
in good humour and take over his load of work, so that he has 
more time for serious and important work. He should be 
bothered the least and left to organise his work smoothly. 
Your boss expects that you will keep him provided with 
everything that he needs throughout the day, from a tablet of 
Asprln to a fully referenced and a complete file, for an 
important meeting. As a good nurse in an operation theatre 
knows what instrument the surgeon needs next, similarly your 
boss also expects that papers, information eto. will be 
furnished by you without his asking for them. You are 
supposed to ensure that as far as possLble no confusion takes 
place in his work. 


When the Boss Blows Off : 

Today’s Executives are working under great strain on 
account of so many factors which are beyond their control and 
many times they are placed in tense situations. Aa a result 
of this, they are liable to become irritable and may blow 
off, in spite of your beat efforts. It is more so because, 
they cannot give vent to their wrath on the cause of it and 
so they take it out on the one who is nearest to them - their 
Private Secretary/Personal Assistant. In a situation like 
that you have to keep yourself calm and composed as their 
blow off is not directed towards you. Tour boss will be 
grateful to you for having allowed him to let off his steam 
{he may perhaps thank you later)* Any resistance on your 
part during such situations may not be conducive, Lawrence 
Apply, President/American Management Association thinks this 
shock absorbing aspect of the Private Secretary’s Job is 
vital. Here is what he says about it which will give you an 
insight into the Executive's view point. 


"There are many times when the boss has 
Just to blow off, _ Life cannot be all sweetness 
and roses and no human being can keep canmand of 
himself at all times, he either explodes in 
anger, or he pops an ulcer. Hm may even drop 
with a coronary. If thia pressure is not 
relieved occasionally where it will not do any 
damage, it will explode semewhere where it will. 
The right kind of maturity, the right kind of 
understanding, the right kind of stature on the 
part of hia secretary, enables them to blow off 
in his/her presence without the boss doing aw 
damage to anybody. This is part of his Job. If 
a Private Seoretaiy responds with temperament 
and instability it can lead to very serious 
consequences." 



Ta kin g Cara and Feeding the ego of jour Bose 


You being the nearest to your boss, you are in the best 
position to find out when his spirits are low. You can 
provide the necessary boost by being genuinely appreciative 
of hin and talking to hin about it* Everybody likes a 
deserved compliment and you should not hesitate to give one 
to your boss. You may tell him, "none could have handled the 
press reports as well as he did in the Rress Conference". 
"What a benefiting reply you gave to your counterpart in the 
other company when he complained against our salesman". You 
can say to him and even tell him "how great he looks in his 
new bush shirt". Do not tell him in a manner and with 
gestures which may give Impression of flatteiy but do not be 
afraid to show your appreciation either. You should never do 
anything which may deflate his ego. It goes without saying 
that you should never criticise your boss to anyone if you do 
not agree with something he is doing. The organisation 
expects the following to be handled by personal secretaries.: 

a) Taking dictation and transcribing it accurately, 

b) Handling of incoming and outgoing mail, 

c) Maintenance of correspondence and files, 

d) Reception to visitors, 

e) Attending to the telephone calls, 

f) Making travel arrangements, 

g) Dealing with routine correspondence, 

h) Arranging meetings and recording minutes, 

i) Helping the officer in the disposal of business by 
taking care of all the details, 

j) Maintain seorecy, 

k) Attending to the mails and running the office when the 
officer is away, 

l) Arrangement of papers in the officer's room and keeping 
them tidy, 

m) Knowledge of rules and regulations particularly those 
with whloh the boss is concerned, 

n) Keeping the officer informed about; not to act officer 
Informer, . 

o) To act as your officer's Publlo Relations Officer, 

p) Care and feeding of your officer's ego. 
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Planning and Organising Tour Work 


The first question which arises when planning and 
organising your work as a Personal Seoretaiy is what is your 
aim. 


Is it to be super efficient? 

Is it to be appreciated by the boss? 


Tou can say your aln is that the office should function 
smoothly. For doing this, the first step is to analyse your 
work. What are the Jobs you do in your daily routine like - 

a) Taking dictation of letters and notes, transcribing 
them. 

b) Despatch and receipt of letters, 

c) Attending to the telephone-receiving and oalllng. 

d) Fixing appointments. 

e) Maintenance of files. 

f) Arranging tour programmes. 

g) Giving a variety of information. 


If you can think of any others add them to the list 

above. 


Now that your work has been analysed, how would you go 
about planning and organising it. 

First you would make a list of the things you need to 
help to funotion efficiently in this day to day work. 

a) Enough stationery for a month's use. 

b) Imprest money for postage and refreshments. 

c) 2 Diaries - one for appointments one for pending work. 

d) Filing index and proper labels. 

e) Directories - (Telephone). 

f) Time tables - Ralways : Air 
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g) Information booklets - various types (Holiday resorts 
foreign exchange rate). 

h) List of all types (People in your office job-wise 
seniority). 

i) Distribution of work department-wise. 

Take each individual job done by you, analyse it and see 
where you can effect improvements) e.g* your taking of 
dictation and transcribing. Analyse your jobs and try to 
Improve on your system of functioning keeping your aim in 
view. Here are a few tips concerning some Jobs which a 
personal secretary has to cope with. 

A. Piling : 

1. Have the index neatly labelled on top of the filing 

cabinet. 

2. Follow one system and keep the Instructions in regard 
to that easily accessible. 

3. Be orderly in your filing. Paging and docketing is 
always helpful. File contents on inside cover is also 
considerable. 

A. Cross referencing makes locating of papers easy. 

5. Dating and file numbering on top cover according to 
group. 

6. Keep office copies of all correspondence. 

7. One master file of spare copies datewise acts as index. 
Lastly t keep your filing uptodate. 


B. Appointments : 

1. Keep a desk diaiy. 

2. Make special note of tours and the arrangements to be 

made. 

3. Appointments to be entered datewise and timewise. 

A. Check dally with boss for any changes. 

5. Write clearly. 

6. When reminding appointments give time for reaching, eto. 


17 



Remember punctuality In everything helps. Hake it a 
habit punctuality in reaching your office* punctuality in 
keeping appointments, punctuality in replying and reminders. 

C. telephone : 

1. A handy chit pad with pen/pencil for messages. 

2. Directories - All that are needed. 

3« Often use niabers in a list hanging on the wall near 
the phone. 

A* Always note when receiving calls - name and 
designation, office eto. Message (repeat) and for whom. 

5. Announce number, your company name and who is speaking, 
e * S»« 353522, NTC, Kumar speaking. 

6. Keep all Information needed in front of you. 

7. You must be clear to whom and where you are ringing. 

Latest Railway and Air Travel timetables are always 
handy. List of pin codes and often used telegraphic 
addresses help to save money and time. 


In this manner, your work can be planned and organised 
to help your office to function smoothly. 
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The Secretary ItotiTti Visitors 


Pleasant 

duty 


Caller tf 
Appointment 


Callers 

without 

Appolntaent 


Receiving visitor la one of the many pleasant 
duties of a Personal Secretary. He is always 
wars and friendly and receives callers with 
graoe and dignity. Visitors come with 
appointment, or arrive unexpectedly. The 
Secretary is polite and considerate to both. 


The visitor would generally be told the date, 
time and place of meeting. Also the proper 
approach to the office and the parking 
facilities available. 

Necessary material for the meeting is kept 
handy by the secretary, and the boss is 
reminded of the appointment in advance, even 
though an appointment schedule, is placed on 
his table. The desk should be tidied up for 
the visitor, and confidential papers placed 
out of sight. (The secretary should keep a 
record of the visitor*s address, telephone 
nunber, etc.) 

On arrival, the visitor is greeted with a 
anile, but he is not taken straight to the 
executive's suite. The visitor should be 
seated comfortably, and offered an apology 
for delay. Some reading material, as also 
the company's house journal should be placed 
in the reception roan. 

There should be no forced conversation with a 
caller, but if he wishes to converse, the 
secretary should be courteous but non¬ 
committal in his replies. 

If a visitor is directed to another 
department an escort should be provided. The 
secretary should make a special effort of 
remembering names of business customers, as 
also of the executives' friends and 
relations. 

It may be appropriate to address a known 
visitor by name, as Mr. So and So. 


r The secretary will request a caller 
coming unexpectedly to give his name and the 
purpose of his visit, and then decide about 
his meeting the boss. The secretary has an 
understanding with his boss about people to 
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Important : 
Callers 


Courteagr and: 
Consideration 


be admitted, and also those he would avoid. 

The Secretary is pleasant even to visitors 
the executives cannot meet. If the visitor 
is to come again, he may be asked to leave 
his request for appointment. Screening of 
visitors, like screening of telephones, calls 
for considerable fineness. 


The Executives welcome visits of important 
customers. Hence such persons (even coming 
without appointment) are given an immediate 
acoess to the executive. Here, the 
secretary's role is crucial. Lack of 
thought may mean loss of business. In case 
of executive's unexpected Involvement 
elsewhere, the would-be callers are informed 
promptly of the change of appointments. 


The key-note of good reception is 
courtesy and consideration for visitors. 
Good grooming is an Important part 
of non-verbal communication. It indicates 
self-respect and respeot for others. 
Careless or Inappropriate grooming, poor 
speech habits, playfulness, food on the desk 
within view of visitors, display of temper 
(or tears) are all saboteurs of business 
dignity. 

A cultivated SMILE on the Secretary's face 
soon becomes his company's promotional trade 
mark. 
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How Good A Secretary Are Tow 


Ask yourself this question* How good a Secretary am I? 
Analyse and find out the positive and negative points. 
Correct, improve the negative points. 

Secretaries are made, not born - A good Secretary 
enjoys the feelings of being indispensable of his/her boss. 
Secretarial career calls for the utmost loyalty, 
understanding and most importantly taot. Qualities such as 
these enable him/her to guide his/her boss, keep him informed 
on attitudes and conditions throughout the cffioe, to be 
utterly self-reliant but obedient to boss's wishes and 
instructions, to stand his/her ground where necessary without 
becoming argumentative. 

Secretary is derived from the work 'Secretarlous' a 
title that covers those confidential people (keeping 
secrets) 

A secretary should know: 

(i) Good English language (ii) Ways to assist the boas to 
run the office smoothly and efficiently (iii) Modern ways to 
plan a business itinerary (iv) how to act on behalf of the 
boss during his absence. 

Secretarial Manual - What does a Secretary need to know 
in order to do a good Job? 


Company's correspondence style, organisational 
structure i.e. who is who and who is what, various 
departments, branches, telephone procedures, frequently used 
technical terms, preferred abbreviations, memos, forms, how 
to write notes, precis, minutes of meetings, memorandum, etc. 

S - Self Sufficient 

E - Editor 

C - Careful Correspondent 

R - Reliable 

E - Efficient 

T - Tactful 

A - Accurate 

R - Responsible 

T - Yoke (Mine of knowledge and understanding). 

The above gives a brief glimpse of a secretary. 

Some unsung genlous once observed that if a boss is 
working too hard, he needs a new secretary. Once a secretary 
told me that while her boss was dictating halfway through, he 
stopped abruptly handed over the whole file and said % you 
have got a direction now, and you know how 1 think. Go, 


21 



think like I do and finish the thing*. If thinking like him 
did seem a large order for me, he felt it was an aotivity to 
be expected. Of course, I did what he asked me to do and did 
not let him down since I was A GOOD SECRETARY. 

Good Secretary's Business Attributes : 

1) Good Shorthand typist, 
li) Initiative, 
iii) Punctuality, 
lv) Consciousness. 

v) Willingness. 

vi) Discretion, tact and diplomacy, 
vli) Loyalty to employer. 

viil) Responsibility 

ix) Possess a good sense of humour. 
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Arranging Heatings 


Meetings are called to consider important and urgent 
matters requiring detailed discussions. This is done when 
normal exchange of information or opinion would not solve the 
problem or may not deal with it adequately. 

The Personal Secretary is often called upon to make 
arrangements for holding meetings either in his Executive»s 
room, if it is a small meeting or at same meeting hall, if it 
is a largely-attended meeting. He has, no doubt to take the 
assistance of others in the organisation, other 
stenographers, employees of the Administration and co¬ 
ordination section etc, in attending to all this work. 

Some preliminary work a few days before the meeting has 
to be attended to. These are : 

1. Ascertain the urgency of the problem and find out the 
outmost limits of time for fixing the meeting. 

2. Ascertain boss's convenience, 

3, Collect the names, designations and telephone number of 
the other officers required to attend the meeting. 

4, Qet several convenient alternative dates and timings from 
each officer and fix a date and time convenient to key- 
persons, Thereafter inform the boss. 

• 5. Decide the venMe in consultation with the concerned 
officers, and book it after contacting the authorities 
concerned, 

6. Intimate the dates, time and venue to office and give 
instructions for issue of formal notice/agenda papers. 
This must be done very early in order to allow time to 
invitees to study the papers and plan their visit, 
particularly in the case of outstation participants, 

7, Make necessary arrangements in venue (meeting hall in 
consultation with or through Admn, Seotion/the Section 
concerned with the subjeot matter of the meeting, for 
tables and ohairs, publlo address systems, seating 
arrangements, preferably with name boards of the 
participants, eto.). 
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Oa the day of the meeting: 

1. An hour or so before the meeting starts, check up whether 
the arrangements already planned and ordered are 
complete. If not, have them completed with utmost 
expedition. 

2. Be sure that there are spare copies of agenda papers 
available for supply whenever required. 

3. Receive the Invitees at the entrance and guide then to 
their seats. If necessary, temporary sign-boards may be 
put up at junctions In the buildings. 

A. As soon as the Invitees take their seat, note down their 
name, designation and the office they represent. 

5. Before the meeting starts, ascertain frea the partici¬ 
pants, particularly from outstatlon members, if any 
assistance is required by them regarding their stay, 
hotel accommodation, transport, train or air reservations 
for return journey, T.A. particulars, etc. 

6. Arrange to supply water at the meeting at suitable 
Intervals and refreshments at proper time. 



Do*a And Don't* For Personal Secretaries 


Do* a 

1. Like your job. 

2. Know your job. 

3. Be cheerful. 

A. Keep yourself fit (Physically & Mentally). 

5. Determine to do a day's work for a day's pay. 

6. Look for a better way to do the job. 

7. Tell the truth. 

8. Keep a spirit of Teamwork. 

9. Face your personal problems squarely. 

10. Try to put yourself in Boss's place now and then. 

11. Feel of your job ia a privilege. 

12. Qive the best you can. 

13* Ask questions when you need clarification. 

14. Try to avoid waste and out costs. 

15. Be punctual. 

16. Take responsibility. 

17. Be loyal to your employers. 

18. Be pleasant at all times even when there are different 
situations to handle. 

19. Always keep a good sense of humour. 

20. Be always available on your seat. 

21. Develop a sens* of belongingness to the organisation. 

22. Read and dip the newspapers. 

23. Use discretion. 

24. Say please, thank you and you are welcome. 
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25* Give your name when you answer the phone after you to 
Identify your boas or your office. 

26. Be friendly; to have frlenda you must be one. 

27* Learn to take orlticlam. 

28. Give more than la expected of you ao that you will earn 
your pay cheque. 

29. Be flexible -don't objeot to change. No plan la worth¬ 
while that can't be changed. 

30. Take the blame - even when you knew that your boaa la 
wrong. You will then have a more pleasant day if you 
do. 

31. Smile and be pleaaant under all conditions and circtm- 
atancea. 

32. Listen carefully; don't talk too much. 

33* Remember, no matter how much you know, your boss knows 
more. 

34, Learn to oontrol your emotions - this is especially 
different for women. 
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Boris 

1. Don’t throw your weight around* 

2. Don't grip; don't nag. 

3. Don't be overbearing and officious. 

Don't be bossy; use the proper approach and suggest. 

5. Don't be possessive of your boss - he is the staff's boss 
too. 

6. Don't hesitate to ask and find out-it is not indicative. 

7. Don't become so involved in details that you can't see 
the forest for the trees. 

8. Don't lose your identity. Be graoious and charming 

9* Don't carry the weight of the world on your shoulders. 

10. Don't trust your memory - jot it down. 

11. Don't talk loud or laugh loudly. 

12. Don't use unbecoming language. 

13. Don't imitate film stars either in dress, posture or 
stance. 

14. Don't be too familiar with superiors (especially girls). 

15. Don't wear provocative dress. 

16. Don't be "Clothes House" (Don't dress like a model). 

17. Don't be "Bobby Sexed" (Under dressing or inappropriate). 
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RELATIONSHIP OP A SECRETARY AID HIS/HEI BOSS 
- AM ENJOYABLE AID REHABDHQ EXPERIENCE 

(By Courtesy of Delhi Management Association) 


A good secretary work with his/her boss on an intimate 
and understanding basis, becoming a kind of third hand (or 
second head) for him* A secretary, thus, becomes more 
valuable to the boss than any other person in the organiza¬ 
tion. Keeping this in view, an efficient secretary can 
create the kind of atmosphere in which his/her boss can be 
most effeetive in dealing with other people and be in the 
frame of mind and the relaxed attitude required to do his 
best. 


Nurturing of such a relationship usually involves: 
1. Winning ifcft boss 1 a fl&nLUsflfifl 

- it takes long and Involves hard/sincere work. 


2. Being wining 1$ taka aa Hsu. shallsosaa/additional 
roaponalbUltlM 

- this is a long term investment; not to be related to the 
quantum of wages a secretary gets vis-a-vis the jobs 
handled 


3. Baclflhlpg daxdtomdax transactions with ihfl J3AAA 

- no need to get frightened or awed 

- understanding likes and dislikes of the boss 

- believing that the boss is really a competent and 
knowledgeable person 

• 

- feeding and caring the 'ego 1 needs of the boss and 
recognising his moods; 

- avoid discussing good or bad about the boss and bis 
family with friends or staff in the organization; 

A. Earning boas coated on dlffgrant matters 

- Being sure of faots 

- lot reporting go a si pa/rumours from the office grapevine 
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- Being brief and discreet 

- Never trying to cover up lapses/mistakea 


5. Realising full potential work 

- The boss's weaknesses are secretary's strengths 


6. Anticipating eventa/response/reactlona an different matters 
- Sharing views with the boss at the appropriate tine. 
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- Mratanr gfig fiflU Mt MflCk 


The Boaa tell a hla P.S. 

* Try to aee ay way s 

* Tou should arrive on time : 


• You take too many leave 


• Remind me of day*a appoint- : 
menta 

. You should put up mall : 

logically and In order of 
importance/urgency 

• You should keep a spare : 
pen/ pencil 

. I asked you to connect me : 
to Mr. Z 

. Don't turn your room into a : 
pantry and don't allow 
traffic 

. Where Is that paper I gave 
you yesterday? 


• (In lunch time) Can you 
cane in please 


• I asked you for a pencil s 
and not Bansal 


Ikft Secretary murmurs 

Why he can't see ay way? 

I wish he also travelled by 
DTC 

I take leave which is due to 

me 

As if he is going to keep up 
his appointments 

I have been handling mail 
only all these days and not 
potatoes 

What a nasty man he is 


If only he were to break his 
fingers on dial 

Nonsense. As if I have no 
human relations 


Why can't he specify that 
'that'? 


(Winding up the lunch box) 
What a dirty job it is that 
you can't take your meals 


I wish he could speak with 
his mouth clear of pipe and 
paan. 
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flat Ot h er Itcrtsal ona nC t secretary 


about hi a/hap flQSt 


CPa l t t YP negative 

• Ity Boss la a wonderful man : My Bosa la a worthless man 

• He fully believes In me : He has no confidence In me 

• He is very good at dictation: He asks me to make drafts 

after drafts 

. He routes all papers through: Many a time he hands over 


me only 


. He is very humane and 
considerate 


. He finishes his Job within 
office hours and never 
attends office on holidays 


. He always brings a souvenir 
for me whenever he returns 
from abroad 


• He never loans my services 
to others and protects my 
interests 


papers directly to other 
officers and later asks me 
about them 

: He has no concern about my 
problems. He is concerned 
with work only 

: He starts working after 
offioe hours; calls me on 
Saturdays* Sundays and other 
holidays. 1 am sick of him. 

: Once he presented me a tie 
on his return from Prance. 
Two days later* when 1 was 
wearing that wretched tie* 
he handed over to me his 
daughter's thesis for typing 
(his daughter was doing 
Ph.D. in Statistics). 

: He usually asks me to assist 
others when he is on 
leave/tour or when he has no 
work at hand 
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OFFICE SYSTEM 


Filing beata piling 

It*a important to keep traok of correspondence and 
filed material. •The main emphasis in filing should not be on 
storing, but on finding. It's up to you to device the 
simplest possible system offering the maximum chance of 
locating a piece of correspondence that has been filed. Too 
many filing system "Just grow," without any thought or 
organization, A file is not a bottomless pit or a point of 
no return* Nor should it be so elaborate that it compounds 
the task of filing and multiplies the apace required for file 
storage. 


Develop the right system for you 

There are, of course, a number of excellent filing 
systems; by subject, alphabetically, numerically, geographi¬ 
cally, continuously, or a combination of any of them. Tour 
own filing system depends on your special needs - how the 
files will be used. The proper equipment and logical, simple 
organization make it easy - these and the vigilance to keep 
your system working. 

Guard against duplication in your filing system 
wherever possible. Unnecessary orossfiling is wasteful. 
There is something wrong with a filing system, I think, where 
material is routinely filed in triplicate or quadruplicate 
under different classifications to enstre finding the copy of 
a letter - one way or another: A carefully developed system 
of filing, tailored to your own needs, eliminates such costly 
"insurance”. 


Alphabetical 

Material to be filed is sorted in alphabetical order. 
You will probably use this system in combination with others. 
It's invaluable in keeping traok of a wide correspondence 
whioh includes considerable miscellaneous material. 


EncYfllppadlo 

As the name suggests, material filed by this system is 
sorted by subjeot, as in an encyclopedia, suoh as:Purchase 
Orders, Credits, Invoices, Appliances, Equipment, Complaints, 
Personnel, Interoffice Memos, Production Department, eto. 
The entries within each category are usually alphabitized or 
filed in chronological order. This system is very useful 
when it's desirable to keep everything relating to a single 
subjeot together. 
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Geographical 

Here riled material la divided Into geographical 
categories - by status, countries, sections of the country, 
or however practical* This system is ideal where a company 
has separate warehouses or factories which operate indepen¬ 
dently of one another. Correspondence relating to each one 
is thus segregated. 


Numerical 

In the numerical system, each entry is assigned a 
number, and is keyed to an index. Thus, if you want to find 
seme correspondence from Consolidated Manufacturing, you must 
first look in the index to find its number, then get it from 
the files. It is used in very large systems, because it 
reduces the problem of expansions - drawers don't have to be 
moved to accommodate more filed material Vouchers, production 
orders, and purchase orders are usually filed this way* In 
general it is an unwieldy way to arrange an entire small 
filing system. There are exceptions, however. One might be 
in insurance company where most correspondence is keyed to a 
policy number, or legal firms where filing is done according 
to a case number. 


Continuous 

Here, material is filed chronologically: all the 
letters answered in a particular day are filed together. This 
method is usually used in conjunction with another as an 
”ace in the hole.” The theory behind it is that you might 
not remember the name of a person you wrote to, so couldn't 
find a letter that was filed alphabetically, but you would be 
likely to remember approximately when it was written. So, if 
a oopy of the reply was filed in a continuous file, and 
another in an alphabetical file, the chances of finding an 
elusive entry are doubled. It's not a particularly efficient 
method, and has always seemed to me to be something of a 
crutch. 


How to sat up vour own system 

There's no hard and fast rule on how to combine these 
systems in your own filing system, as long as you use them 
logioally. 

In setting up a filing system, divide your filing into 
its main categories. A top exeoutlve keeps files on various 
areas of his company's business, so it's reasonable to 
separate these areas, rather than have a straight 
alphabetical filing system. The major categories will depend 
on your business; usually several large categories, perhaps a 
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dozen or so, suggest themselves* Let's suppose your filing 
breaks down Into these categories: 

Advertising 

Boss's personal correspondence 

Customer correspondence 

Development and research 

Employees 

Manufacturing 

Professional organizations 


There could be more of course but each one should be an 
independent area. Everything you want to file should fit 
logically Into one of these main categories. These subjects 
are your main guides. 

You will need dividers for each of these main guides. 
The dividers should be stiff enough to support the folders 
between them, and should have tabs In the first position (at 
the far left). There are all kinds of dividers ~ In a range 
of prices and quality. Type labels with the names of your 
main categories for these dividers. Place them in 
alphabetical order. 
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Aids to proeesslag of essos 
By 

P. A. MAITRA * 


Information facilitates management function* A paper la 
a carrier of information. Paper management la a skill. 
It la management of management functions. 


2. Activities centering paper management are: 

a. Identification of paper through the process of 
documentation 

b. Classification thereof 

o. Compilation* Interpretation & analysis of contents 

d. ft'esentation for management decision 

e. Communication of deolslon 

f. Compliance/review process 

g. Maintenance of developed information 


3. Each aotivity is important in itself and the preceding 
activity is linked with the succeeding one. If Identifi¬ 
cation is not correct, classification will be ineffective 
and so on. In short, paper management is the function of 
developing information. Rich information facilitates 
management decision and the batting average of the 
decision is likely to be significantly happy. 

J». Presentation for decision making is the key aotivity for 
the fulfilment of which other activities are performed. A 
look into the "Anatomy of organisation mind” will tend the 
reader to think that both in the areas of policy framing 
and policy executloning seme kind of go-abouts are called 
for. These, in the matter of policy framing, are in the 
nature of creed, principle and law. Those in the matter 
of policy executloning are praotloe, procedure and rule. 
The bases that provide support for pdloy are to be had 
from papers. The less familiar the "information-feed" for 
paper manager is, the more is his ineffectiveness, in 


* Retired Additional Director, I.S.T.M., Ministry of 
Heme Affairs, Govt, of India, New Delhi 
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providing nupport to thi. .dtlvity oo.pon.nt, ou.oiy 
"presentation for management d«oision . * » 

familiarity about the "information-feed" is not enough. 
Identifying appropriate support, llght of 

problem and right analysis of the problem in th *^*J ht 
the suDoort lead to the success of a paper management. 


5. Where is the organisation mind found? 

Obviously in papers, variously named. We discuss them 

one after the other as follows!- 

a. standing jgaaci XU* it is a compilation on a subject 
consisting of the following three parts. 

i. a running summary of the principles and policy 
relating to the subject with number and date of 
relevant decisions or orders quoted in margin against 
each, 

ii. copies of the decisions or orders referred to, 
arranged in chronological order, and 

iii. model forma of communications to be used at different 
stages. 

b. standing Mote : in relation to a subjeot it means a 
continuing note exlaining, among other things, the 
history and development of the policy and procedure, 
designed to serve as 

- & complete background material for review of the 
existing polioy or procedure. 

- a brief for preparing replies to Parliament questions 
or notes for supplementarles thereto, and 

- induction or training material. 

o. Standard process sheet t it means a standard skeleton 
note developed for a repetitive item of work indicating 
predetermined points of check or aspects to be noted 
upon. 

d. Precedent book : it is designed to keep a note of 
important rulings/deoisions having a precedent value 
for ready reference. Entries in this register are to 
be made at the time of taking deoision and, in any 
case, at the stage of recording the file. No rigid 
view need be taken that the entries in this book should 
be only "Decisions", "Precedents" or only "recorded 
files”. It oan contain entries relating to current 
files, discussions leading to no deoislons, non- 
precedents also. The only criterion is whether such a 
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file ia likely to be called up for reference in the 
near or dlatant future. Entries in the book should 
also contain reference to decision taken on the subject 
by other sections as well as other Departments. The 
form of the Book is as follows: 


Heading — 1 

Decision or ruling in brief 


( 1 ) 


File No. 


( 2 ) 


TMtrunttflM 

1. Entries in this book should be made under the appropriate 
standard heads arranged in alphabetical order. Where the 
functional filing system is followed, entries will be made 
under the appropriate basic, primary and secondary heads. 

2. The pages of the book will be numbered serially and a few 
pages allotted to each standardised heading under which 
entries are to be made vide 1 above. At the beginning of 
the book will be pasted or written a list of such headings 
and pages allotted to each. 


e. Induction note - it consists of 

- Subjects dealt with in the Division together with brief 
and to the point history of each subject, present 
policy relating to it and rules and regulations 
neoessary for the disposal of cases relating to them. 

_ List of guard files and reference books maintained 

- List of important ourrent and recorded files pertaining 
to eaoh subject 


m Organizational chart A allocation of work 


- List of officers having frequent offiolal dealings 
(with address and telephone No.) 

f. A1 Phabetioal Hat sL laPOfUnt XilAA* - ® device 
helpful in retrieving relevant papers quiokly. It 
contains not only list of seotion files but also of 
other sections/departments which have bearing on the 
subject dealt with in the section. It also contains 
nominal index of 


- persona whose cases may quite often be called up by 
decision makers 
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- persons against whoa some action is pending 

- persistent •representstioniats’, and 

- subordinates to whoa different assignments have been 
given for achievement by target dates 

- list of important orders often to be quoted in notes 
and drafts 

g. Reference folderhelps in retrieving previous papers. 

It consists of folders containing copies of relevant » 
rules, orders, instructions etc, on a particular 
subject Issued by various authorities arranged in 
chronological order. By referring to it, it becomes 
possible to collect important previous files on the 
subject which are helpful in the disposal of the case. 
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CHECKS OH DB.AB 


by 

P.K. Maitra* 


I«uou for delay 

1*1 According to one school of thought f the following 
factors mainly account for delay in processing and decision 
making, etc, 

a. Individuals have mechanical perception of group processes 

b. They have segmented perception of goals and objectives 

c. The system has in it "Encapsulated culture supervision* 
vhloh laoks in discriminating judgement and which 
exercises negative control 


1.2 According to another school of thought delays, to seme 
extent, are unavoidable because of: 

• democratic decentralization in decision making 

- Inadequate delegation 

- people’s reaction 

- heavy dependence on imperfect monitoring and 
evaluation system 

- carrying others with you 


types of delays 

2,1 There are two types of delays: 

- delay in putting up a paper or case/seourlng 
information and faota/remltting Information and 
facta/taking a particular aotion deoided upon 

• delay in the process of final disposal of a paper 

of a case 


* Formerly Additional Director, l.S,T«M», 
Affairs, Government of India, New Delhi 


Ministry of Heme 
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Characters of delays 
3*1 Delay nay be* 

• unintended 

• Intended (purposive) 
- Inevitable 


Vhere the delay is intended (purposive), there are 
suffiolent apparent reasons, whloh aay be many. Here the 
responsibility is identifiable and no investigation or 
analysis of events la noraally called for* 

The inevitable delay is fore-known and no Individual 
functionary in responsible for it* 

The problea mainly centres round unintended delay. Vaa 
the delay avoidable? 


t.1 The measuring rod for delay is time. Delay la measured 
by the time lag between the normal or standard expectancy 
time for a step or action and the actual time taken for that 
step or action. When there is no fore-known standard action- 
time or step-time, special care is needed to avoid a delay- 
stamp from the delay-stamping authority. Delay stamp in this 
case is generally baaed on subjective assessaent. Objective 
consideration also prevail upon, at times, in deoldlng by the 
competent authority whether a delay has been taken. So, a 
functionary is required to safeguard his action/step with 
proper Justification and by taking recourse to a system of 
reporting position to his superior officer. The latter will 
oome to know about the natter and he is expeoted to give 
guidance and direction for expediting action. This la the 
rationale behind certain periodical reports and returns, 
variously named as weekly arrear statement, monthly case 
sheet, call book, eta. * 


Guidelines to avoid delay-stamp 


5.1 The following are some of 
delay-stamp on a oasa/papers 


the guidelines to avoid a 


- Vhere the step/aotloo-tlme is fore-known, 
adiere to it 


do please 


• Allot lnUE gg priority for the rest 
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- Important and urgent ones float over ordinaxy ones, 
which await their turn for aotion disposal till the 
floating ones are out* Ensure that there is no error 
in classylfying the ordinary ones and they also 
reoeive proper treatment without much loss of time. 

- Some step/action regenerate some other step or action 
at some other place, where it may call for prompt 
attention although so ouch promptness may not be felt 
at your end* Tou should be discriminating in such 
matters and deal with them promptly, even if the 
matter is not urgent on your desk 

• A proposed action nsy have much of thought content or 
fact content or both* Where thought content on policy 
and planning issues is heavy, disouss the issues with 
your boss/subordinate and allow your mind to work* 
This preliminary dlsoussion will set the ball rolling 
in your mind and some processed presentable course of 
aotion or solution will come to the surface 

- When aotion is over due, do not allow that aotion to be 
further delayed in order to find out a plausible cause 
for delay| thereby you will be delaying the matter 
further 

- Aot on advised changes in your notes or drafts promptly 
on "please speak or disouss” issues/cases* Act in a 
spirit of "win a war and not the battle*. 

- When you are a "level jumper", your responsibility is 
greater, inasmuch as the second opinion/cbeck is not 
available* (Level Jumping occurs when a dealing hand 
submits cases direct to a Branch Officer, a Section 
Officer to a Deputy Secretary or a Branch Officer to a 
Joint Secretaiy). Your wrong action may be a cause for 
subsequent delay. 

- Keep the wagon moving; do the linehipin-function 
(coordination on routine) effectively. 


Instruments to check delsys 

6*1 a) Weekly arrears statement - to cheok submission 
delay 

b) Monthly oase sheet - to check process delay 

o) Call book - to check process delay having 
inevitable characteristics 



The above three instruments may be called primary 
instrument to cheok delays. 


6.2 The following may be called secondaiy instruments to 
cheok delay. 

a) Register for watching progress of disposal of 
references from MPs/VIPs/MLAs 

b) Register for watching progress of liquidations of 
government assurances on the floor of either 
Houses of Parliament 

c) Suspense and reminder diary 

d) Checklist for incoming/outgoing reports or returns 

e) Register for watching progress of recording/ 
reviewing/weeding out of closed cases/files 

f) List of important D.O. letters whose replies are 
outstanding 


Tips for decision makers 

7.1 Delay can be reduced to some extent, if you: 

- visualise eventualities and oall for 
fact s/inf ormation/opinion all at a time 

- keep your eye on taking final and not short term 
decision 

- try to feel the urgency of solution of a problem 
to help your subformation in implementing 
tasks/programmes 

- at times, note/draft yourself and be a go-getter 
in situations where interpretation of rules, etc. 
does not need expert opinion 

- give direction for disposal while perusing 
recelpta/cases at dak stage 



HOW* RELATIONS Df 0BGAMIZATI0S3 
by 

P. Prabhakaran* 


'Human relations is notlvatlng people in 
organizations to develop teamwork which 
effectively fulfils their needs and 
achieved organizational objectives.' 

Keith Davis 

'An institution Is like a tune; it Is 
not constituted by individual sounds 
but by the relations between them.* 

Peter F. Drucker 


Any organization is brought into being for the 
achievement of certain speclflo objectives. For attaining 
its objective! the organization must have adequate resources 
and requirements. These requisites of an organization can be 
broadly grouped under hunan and non-human resources. The 
non-human resources are men t money, materials, machinery 
(equipment), methods, minutes (time) and also management. 
The human resources consist of men and women who are 
organized in a well-defined structure with hierarchy and span 
of control, with duties, responsibilities and authority 
assigned and distributed in a purposeful way. The personnel 
in an organization are unique in that, under normal 
circumstances, they appreciate in value whereas the 
machinery, materials and other non-human resources depreciate 
in value. Further, all material resources are only as useful 
and valuable as they are handled and utilized by the 
personnel making use of them. 

2. Management of an organization ultimately resolves 
itself into 'management of material resources and management 
of human resources. For quite seme time it was believed 
that an organization can be managed efficiently if due 
attention is paid to organization structure and the methods 
and techniques management. Max Waber of Germany (1854-1920), 
outlining his theory of bureaucraoy, averred that offloial 
business is conducted according to rules, through offices 
whose specialized work is defined in terms of Impersonal 
criteria, the offioes being linked funotionally in a 
hierarchy, eaoh offioe'being assigned authority and 
responsibility consistent with the level of importance of 


* Formerly Additional Director, I.S.T.M., New Delhi 





che office* la other words, if an organization Is 
equipped with a sound structure with people occupying well- 
defined positions, the management of the organization will 
proceed on efficient lines* 

3* Frederick Winslow Taylor of Amerloa (1865-1915), the 
father of Management, was concerned with increasing 
productivity and improving worker's efficiency* He was on 
the search for the best methods of doing a job, the primary 
aim being the discovery of better and more efficient methods 
and techniques of performing work* Work study, comprising 
methods study and work measurement, was his contribution to 
management theory* His emphasis was on the great mental 
revolution which was regarded as the first step towards 
scientific management, comprising the production of the 
largest possible surplus to be divided between management 
and workers. Henri Foyol of France (1841-1925) outlined the 
functional theory of Management which explained the basic 
nature of management as consisting of the functions of 
planning, organizing, directing, controlling, etc. • 

4. In the early history of management, it was, therefore, 
visualised that an organization can be best managed if it is 
equipped with a sound organization structure, and well 
conceived management functions with streamlined methods and 
procedures of work. 


5. In 1924, efficiency experts at the Hawthorne plant of 
the Western Electrlo Company at Illinois, Chicago, were 
studying the effects of lighting on productivity in the 
course of their research on factors such as physical 
conditions, working hours, rest periods, work methods, etc. 
as incentives to workers to produce at maximum oapaoity. Two 
groups of employees were selected, an experimental or test 
group and a control group* The test group worked under 
varying degrees of light and the oontrol groups worked under 
unvarying normal illumination conditions in the plant. As 
illumination was increased, the output of the test group went 
up as anticipated* But the output of the oontrol group also 
increased though there was no increase in lighting. 


6. In order to explain these unexpected results, the scope 
of the researoh studies was expanded and Elton Mayo of 
Harvard Business School and his associates were brought in* 
Mayo and his team started their experiments with a group of 
women who were assembling telephone relays. Their working 
conditions suoh as rest periods, duration of the working 
week, lunch at company expense, etc., were improved and the 
production Improved in an astonishing manner. The 
researchers then decided to remove all these facilities and 
expected a negative psychological impaot on the workers. 
They, however, found that the output touahed a new all-time 
feaults were not only unexpected but also 
baffling. The solution to these surprising results, even 
when the innovation* were taken away, lies not in the 



physical factors affecting production such as working 
conditions and fringe benefits but in the non-physical or 
human factors of the individuals who constituted the work 
group, 

7. The workers felt that the management had chosen them 
for special consideration and experimentation and, therefore, 
they were an important part of the organization. The 
recognition of their importance satisfied their esteem needs 
and spurred them on to greater productivity. In short, they 
were motivated to perform at their best. In addition, they 
viewed themselves not as isolated individuals but as close, 
well-knit members of a congenial, cohesive group working not 
only for the individual's benefits, but for the group's and 
organization's advancement. The inter-personal relationships 
that developed on the job among the various members of the 
working group were those of social proximity, affiliation and 
participation in the work. Not only the social needs of the 
persons were satisfied but the cohesive forces of group 
dynamics were very much in evidence. Mayo's interviews with 
over twenty thousand employees led him to the discovery that 
whenever the groups felt that their own goals were not in 
opposition to that of management, they identified themselves 
with the management and productivity rose. Further, veiy 
olose supervision of employees kept their productivity at low 
levels. 

8. The great significance of the Hawthorne experiments of 
Blton Mayo and his team is that they established 
scientifically that non-material or non-physical factors have 
an impaot on productivity. The performance of persons at 
work is greatly influenced by their motivation, inter¬ 
personal relationships and other human aspects. The Human 
Relations Movement began to gather momentum from these 
studies, 

9. Human relations in organizations highlight the very 
practical point of view that in dealing with persons for the 
achievement of organizational goals, the relationships sought 
to be established should take due note of the realistic fact 
that individuals are governed and guided by their own values, 
beliefs, attitudes, motivations, expectations and emotions, 
in short, by all those aspects which are unique to human 
beings. Unless people are approached with a due awareness of 
the simple dictum that their behaviour la influenced not only 
by the rules, procedures and other structural norms in 
organizations but also by considerations which are relevant 
to their self concept as hinan beings, it is impossible to 
understand them as individuals with human values and 
emotions. The practice of huaan relations in organizations, 
therefore, becomes imperative for a proper understanding of 
the persons with whom we work. 

10. In the praotioe of human relational as in any other 
spheres of human conduot and behaviour, a wise basio 



prinoiple is: Do unto others as you would be done by. As 
human beings, how do we expeot to be treated by other 
persons in the course of our interactions with than? Whether 
it be our superiors, colleagues or subordinates in office, 
the members of our family or the policeman on the road or 
the railway reservation official, we want to be treated by 
them all with courtesy and consideration. Even in tanporaiy 
encounters and relationships, the satisfaction of social 
needs, the desire to be accepted by others with courtesy and 
kindness, is a paramount requisite in human interactions. 

11. The working group in Mayo's classical Hawthorne 
experiments was inspired to perform to the best of their 
abilities because all the members of the group felt that they 
were specially chosen for management's attention. This 
recognition of their importance was a motivating factor which 
satisfied their esteem needs. Proper motivation of employees^} 
is an important factor in establishing congenial human 
relations in organizations. Due attention to the 
psychological, safety, social and esteem needs of employees 
is a guarantee to them that management is interested not only 
in the output of work but also in their well-being and 
growth as individuals. This employee satisfaction generates 
cordial relationships with management and enhances the 
motivational level of people and the general state of morale 
in the organization. 

12. Apart from the need for the motivation of people, the 
process of communication also assumes Importance in 
interpersonal relations. It is by communication that we try 
to understand one another by conveying our thoughts, ideas, 
feelings and emotions and by obtaining feedback in 
appropriate ways. The praotice of good human relations, 
therefore, calls for a mastery of the nuances of the 
barriers and promoters of effective communication. Non¬ 
verbal communication assumes special Importance in this 
connection. One must assiduously cultivate the capacity to 
listen to others with empathy and an attitude of extending a 
helping hand, particularly in times of need by others. The 
tendency to evaluate and draw Inferences of our own as we 
listen to others, thereby distorting the messages caning to 
us, and to Inhibit and limit the messages themselves coming 
out of the psychological and emotional filters we have built 
around ourselves must be carefully mitigated if not avoided 
so that we see and understand the people around us in their 
true image. 

13. In the behaviour patterns of individuals, their 
emotional maturity, motivational requirements, communication 
styles, and all those aspects whloh go to build the 
uniqueness of their human personality have an effective role 
to play. In inter-personal relationships and behaviour, 
these personality styles cane to the fore and are Important 
elements in determining the effectiveness of human relations 
in the, praotice of which removal of antipathy and distrust, 
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cultivation of positive attitudes and helping relationships, 
creation of trust and collaboration, concern for other 
people and Interest in their welfare, and the development of 
empathy for those with whoa we come in contact are the prime 
requisites. In faot, it is most of our activities in 
organization, superiors, peers, subordinates or members of 
the public, which emphasise the importance of inter-personal 
relationships. 


14* Human relations assune importance in group and inter- 
group situations as well. It is the human element in groups 
which Invests them with their unique charaoteristlcs. Some 
groups are warm and friendly, relaxed and informal, whereas 
others are cold and hostile, tense and formal in their 
general atmosphere. In some groups the members are bound 
together with a sense of that "we-feeling" whereas in others 
the bond of cohesion is not very strong thereby leading to 
factions, cliques, etc. Some groups develop their own norms 
of behaviour, ethics, rules of procedures and participation 
patterns. The socio-metric patterns or the relationdiips of 
friendship or antipathy between group members give rise to 
hidden agenda during group meetings. The formation of sub¬ 
groups and informal groups having their own behavioural 
styles are also not uncommon. These group characteristics 
determining the effectiveness of group and inter-group 
functioning are governed by the human relations practised by 
the members of the group themselves* 


15. Organizational behaviour depends on the human relations 
practised by the members of the organization. Many 
organizational maladies can be traced to inadequacies in 
inter-personal, intra-group and inter-group behaviour, and 
the process of organization development consists in improving 
the health of the organization by diagnosing and copying 
with these inadequacies or maladjustments. The effectiveness 
of an organization, demonstrated by the achievement of 
organizational objectives, depends to a very large extent on 
how the people relate to one another and collaborate with one 
another in the exeroise of authority and responsibility. In 
particular, the effectiveness of leadership in organization 
depends to a large extent on how the people relate to one 
another and collaborate with one another in the exercise of 
authority and responsibility. In particular, the 
effectiveness of leadership in organization depends to a 
large extent on the style of leadership, namely, whether it 
is autocratio or democratic in character. The democratic 
leader is relationship-oriented and has a high concern for 
people. The funetion of a leader is to facilitate 
cooperative goal attainment among followers while providing 
for their personal growth and development. "Leadership la 


• Keith Davis: Human Relations in Business 


the human factor which blnda a group together and motivates 
It towards goals * leadership transforms potential to 
reality* It is the ultimate act which brings to success all 
the potential that is in an organization and its people." 


16* The concern for people is effectively illustrated in 
the Managerial Grid Leadership Styles evolved by Robert R. 
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Concern for people (relationships) is illustrated on 
the vertical axis and concern for production (task) on the 
horizontal axis. The five leadership styles located on the 
four quadrants are described as fallows: 

1. Impoverished (1.1) . Exertion of minimum effort to 
get required work done so as to sustain organization 
membership. 

2. Country Club (1.1 ). Maximum attention to the 
needs of people for satisfying relationships so that there is 
a comfortable friendly organization atmosphere. 

3. Task (9.1 1. Maximum concern for production by 
arranging conditions of. work in such a way that human 
elements are Involved to the minimum degree. 

4. Middle the road (5.5) . Adequate organization 
performance by balanolng the necessity to get work done and 
the maintenaone of people's morale at a satisfactory level. 

5. Team (9.9) . Maximum work accomplishment resulting 
from relationships of trust and respect from committed people 
who have a high common stake in organization goals. 

The managerial grid illustrates very convincingly that 
human relation&lps are as important as the conoern for task 
accomplishment in order to achieve organization goals. 
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17. For the practice of human relations and for the 
maintenance of appropriate relationships with human beings 
at work, it is necessary to have a basic philosophy regarding 
human nature to shape our assumptions and attitudes towards 
people. Such an underlying philosophy was developed by 
Doughas Me Gregor of the Massachusetts Institute of 
Technology, according to whom management can have two sets 
of assumptions about human nature and human motivation. These 
two sets of assumptions are outlined by his Theory X and 
Theory Y. 


The Assumptions of Theory X are: 

1. The average human being has an inherent dislike of work 
and will avoid it if he can. 

2. The average human being wishes to avoid responsibility, 
has relatively little ambition, wants security above all, 
and prefers to be directed. 

3. Because of the human characteristic of dislike of work, 
most people must be coerced, controlled, directed and 
threatened with punishment to put forth effort towards 
the achievement of organizational objectives. 


The assumptions of Theory Y are: 

1. The average human being does not irtierently dislike work. 
Work is as natural as play, if the conditions are 
favourable. 

2. The average human being learns, under proper conditions, 
not only to accept but to seek responsibility, lack of 
ambition, and emphasis on security are generally 
consequences of experience and not inherent human 
characteristics. People can be self-directed and 
oreative at work if properly motivated. 

3. External control and the threat of punishment are not 
the only means of bringing about effort towards 
organizational objectives. Motivation occurs at the 
sooial, esteem and self-actualisation levels; as well as 
physiological and security levels. The assumptions of 
human nature represented by Theory X and Theory Y are 
also self-fulfilling prophecies. 


18. Theory X and Theory Y are attitudes or predispositions 
towards people. Chris Argyris of the Harvard University 
recognised the difference between attitudes and behaviour and 
he postulated two behaviour patterns A and B. Pattern A 
represents the inter-personal behaviour, group dynamloa and 
organizational norma associated with Theory X and Pattern B 
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with Theory T. The behaviour of Pattern A managers tends to 
be characterised by close supervision and a high degree of 
structure, whereas Pattern B managers tend to be more 
supportive and facilitating* 

19* Administrative skills can be classified into three 
categories, namely, technical skills, human skills and 
conceptual skills* Technical skill consists of proficiency 
in a specific kind of activity involving methods and 
techniques and the ability to use tools and techniques of the 
specifio Job. Human skill is the ability to work with human 
beings either individually or as a group member. Conceptual 
skill is the abililty to view the total situation of the 
organization as a whole and to recognize the interdependence 
of the functions of the various sub-units of the 
organization. 


Technical Human Conceptual 

Skills Skills Skills 


Top Management 
Middle Management 
Junior Management 


Technical skills are most important for Junior levels 
of administration. As an administrator moves higher and 
higher, the need for technical skills becomes less and less. 
Conceptual skill is of cruoial importance to administrators 
at the top echelons and its need is less and less for those 
at relatively lower levels. Human skills, however, are of 
great importance at all levels of administration. At Junior 
levels where the number of direct human contacts is the 
maximum, the ability to deal with people is very important. 
At the middle management level, it is of prime Importance to 
secure the collaboration of all those in the work group, to 
function as member of groups and as the leader of groups. 
Sensitivity to human needs and relationships is of vital 
Importance to top management. Thus human relations skills 
are imperative for all levels of management. The relative 
mix of these skills at different levels of management and the 
uniform importance of huaan skills at the various levels are 
illustrated in the diagram. 


20. The oruolal importance of human relations in the 
adninistration of organizations cannot be over-emphasised. 
The primary function of an organization is the achievement of 
the organization objectives. For the realisation of its 
purposes and objectives, the organization must so direct 
its energies as to ensure the individual's needs for self¬ 
esteem, growth and satisfaction, interpersonal trust and 
collaboration, group solidarity and oohesion, inter-group 
harmony, and mutually supporting interactions among groups, 
so that there is improvement in the prooesses by which people 
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relate to one another and wo**k together, so that there la 
overall Improvement in organizational health and enhanced 
efficiency and effectiveness in organizational performance 
and achievements, 

"When the Individual becomes merely one of 
many anonymous components in a huge 
impersonal system, no possible amount of 
sloganeering or fringe benefits can give him 
back vhat he has lost thereby: the feeling 
of being somebody, counting for something, 
having an identity and an importance in life 
that is all his own. In the last analysis, 
good human relations exist where each 
individual is treated as such". 
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COMMUNICATION 


by 

R. Krishnaswaay* 


Importance and Definition of C ftinl ca tion 

Co nm unioation haa been defined as @*the process of 
passing information and understanding from one person to 
another”. It is the most Important function of Supervisors, 
Managers and Administrators as all their other functionssuch 
as planning, organizing, coordinating and leading Involve and 
presuppose effective communication. Communication is the 
means through which employees are informed, guided, 
counselled, motivated and rewarded. 

Communication involves two parties: the sender and the 
receiver. Communication is complete only when information 
passed by the sender is reoelved by the recipient in the 
sense in which it was passed. The sender of the message 
must, therefore, know how exactly he has been understood by 
the recipient of the message. 


Types of Cf mil cation 

Communication can be either in writing or in words or 
by conduct. Inter-personal messages are communicated not only 
by words, but by gesture, posture, tone of voice, choice of 
expressions and body language.' Managers and Supervisors are 
vitally concerned with oral communications. 


Purpose of Communication 

Conmunioation is not an end in itself. It is intended 
to inform the employees about the performance or behaviour 
expected from than, to guide them or to motivate them for 
action. Communication, is, therefore, effective only when 
this purpose is achieved. This requires that the sender of 
the communication does not achieve his purpose by merely 
transmit ting the message, but by watching the verbal and non* 
verbal clues of the other person from which he can judge 


• Deputy Director, I.S.T.M., Ministry of Home Affairs, 
Government of India, New Delhi 
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whether his meaning has been understood. It is this 
response or feed-back which makes possible effective two-way 
communication# Unless both the sender and the receiver of 
messages ask for and give feed-baok, communication will be 
one-way and instead of information and understanding passing 
from one person to another, only mis-information and mis¬ 
understanding will be the result of such communications. 


Importance of Feed-back 

Every person has his own feelings, beliefs, attitudes, 
needs and expectations and he interprets messages received 
from others through these filters. Words, therefore, do not 
carry what the sender of the message intends them to carry, 
but what the receiver of the message wants them to. For 
example, the word "nonsense" which la quite parliamentary in 
Western countries and only indicates lack of meaning, is 
looked upon as a term of abuse in India. "You have done hell 
of a job" means in the U.S.A. "You have done wonderfully 
well". The expression will be viewed by many in this country 
with disfavour. Words like "Kamaal" and "Acha" ‘in 4iindl 
convey different connotations, depending upon the tone, 
occasions and facial expressions of the speakers. Further, 
communication involves feelings and emotions expressed non¬ 
verbally, by facial expressions, body language and by mere 
silence. An employee who sullenly says to his boss "Yes, 
Sir” may, in fact, mean "No”. 

It is generally because of the above complexity of the 
process of communication and particularly because the 
meaning of the word lies not in the sender but in the 
receiver, feed-back, which completes a two-way 
communication is very important for effective communication. 
This is illustrated by the following diagram: 


Message 

Feed-baok 


Process of Communication 

The actual process of communication Involves the 
following steps: 

a. Decision on Objectives of the Communication and Selection 
of the Message 

This stage involves clarifying to oneself what exactly 
one wants to communicate and why. Unless one is dear 


53 



about the objectives of the communication and the main 
ideas to be presented, the subsequent processes will be 
vitiated. The ideas should be olear and ooherent. The 
object of the communication may vary from mere 
Information to advloe or persuasion. Persuasion itself 
may range from persuading a person to adopt a course of 
action, motivating him or persuading him to change his 
attitude and behaviour. 


b. Encoding 

This involves selection of the right words, the right 
means of persuasion, the right medium of transmission, 
i.e., whether it should be oral, in writing, through 
media, eto. At this stage, the sender of the message 
should keep in view the knowledge, belief, attitude and 
the intellectual level of the receiver of the message. 
If the objeot is to persuade the listener to adopt a 
course of action, motivate him or change his attitude in 
a desired direction, tell the receiver why he should 
change or why he should adopt a particular course of 
action. Show him that the proposed action is in tune 
with his values, attitudes, needs and expectations. 


Transmission 

This is the physical transmission of message by word of 
mouth, writing or use of the media. For appropriate oral 
transmission of the message, it is necessary to cultivate 
a voice of the proper pitch and modulation. Clarity and 
audibility in communication are essential prerequisites 
for effective oral transmission* 


Inception 

This is the process by which receiver's physiological 
system reoeives the message. Any physical defect in the 
receiver or any noise in the process of tranaission is 
bound to affect faithful reoeption of the message. 
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Decoding 


This Is the stage of the receiver Interpreting the 
message according to his own perceptions. Since 
the message is seen through the system of beliefs, 
values, attitudes, needs and emotions of the 
receiver, there is, in the nature of things, bound 
to be some gap between the message coded by the 
sender and the message decoded by the receiver. 


Besponse 

This is the culmination of communication. This is 
the process by which the receiver of the message 
makes the sender awarchow exactly he has 
understood it. This can be expressed in the form 
of some action in response to the message or 
through paraphrasing and rephrasing of 
ccornunlcat!on or checking one's perception with 
the other's. 


c. Importance of Listening 

Effective communication and effective listening 
are inextricably intertwined. The process of 
communication involves these dual aspects as the 
communicator has to listen to the response and 
adopt his communication to the sensibilities of 
the receiver. The receiver, on his part, has to 
listen to the message and then communicate his 
response. Listening means listening with 
understanding and getting the impact of the 
message. This is different from hearing in which 
the faculty of understanding is not involved. 


Steps to Improve Communication and Listening 

It is possible to develop consciously communication and 
listening skills. The following are some of the measures 
that can be adopted: 

a) Do not get prejudiced and evaluate the speaker or 
the message before you understand its full 
meaning. The natural human tendency to evaluate 
people is the greatest obstacle to effective 
listening. Suspending your Judgement and 
disbelief, till the message is grasped, is the 
best way of promoting effective listening. 

b) Show a warm interest while the other person is 
talking by saying "Yeah", "I get it", "I follow", 
etc., rather than present a blank face. 
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c) Encourage the other person to talk and express 
himself. At any rate, avoid stifling 
communication by expressions like 

- You ought to listen to what I say 

- I have been working in this Section for 
twenty years and I know what I am 
talking 

- Do as I say rather than argue 

- I never expeoted you to say this. 

d) Listening means understanding the message and not 
necessarily agreeing with the message. Try to see 
things the way the other person sees tjiem: with 
his own feelings, likes and dislikes, beliefs and 
attitudes. In other words, try to develop an 
empathy with the communicator. 

e) Always watch for non-verbal responses of the 
listener whioh may in effect modify the meaning of 
the words uttered by him. 

f) Always ask for and give feed-back. 

g) If you are not clear about the message 
communicated to you, paraphrase the message or 
rephrase it and get it confirmed from the sender 
of the message. The following are some examples: 


Statarepfc StL Uaa. sender Paraphrase of the receiver 


*X* is unreliable 


*p* let me down 


Tour remarks bowled me ever 


You mean to say that 'X' 
does not adhere to 
promises? 

You mean to say that *p* 
did not complete the work 
on time? 

Did my remarks take you by 
surprise? 


h) Express feeling in an objective way without 
exaggerated emotional reaction. For instance, if 
you are annoyed with a caller, instead of using 
emotion-laden expressions, you may merely say, "I 
feel bad about it”. Here are some more examples 
of violent expressions which could be avoided by 
objective descriptions: 
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Exprsaalan 


fiaasciatifla 


"Get out" 

a) 

I don't want to waste more of 
tout time. 


b) 

You have taken a lot of my 
time. 


c) 

I feel helpless and I wish you 
allow me to do my work. 


d) 

I feel that your request is 
unreasonable. 


e) 

You must be bu^ or have sane 
other .pressing assignment. 

"Shut up" 

a) 

You have wounded my feelings. 


b) 

Your remarks have outraged me. 


c) 

I feel angry. 


d) 

I feel you are Impolite to me. 

Frown at the 
visitor 

a) 

I feel I should be attending 
to other visitors. 


b) 

I feel hard-pressed for time. 
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PUBLIC RELATIONS 


P. Prabhakaran* 

VOX POFULI VOX DEI: The voice of People 

is the Voice of God 


1. Public Relations (PR) on the part of any organization 
is an organized effort to establish rapport with public by 
communicating information so as to apprise the public of 
organizational activities and thereby modify their ideas and 
behaviour towards the organization and its programmes. It is 
a sustained effort to establish and maintain mutual 
understanding and to reduce tension between the organization 
and its relevant publics. Communication is an essential 
part of all public relations work. The public relations 
personnel must, therefore, be adequately trained in the art 
and science of communication. 


PR an adjunct of growing organisations 

2. In a small organization, communication is comparatively 
easy because the problems are few and the persons involved 
are limited in number. As organizations grow, problems 
become more and more complex, sub*unita become larger in 
number and there are more people to be kept Informed of the 
organization's policies and programmes. If the people are 
not kept adequately informed, misunderstanding and tensions 
are likely to be generated. Conflicts are likely to develop 
between different segments of the organization. In such a 
situation, PR assumes an Imperative role for harmonising and 
coordinating the activities of the organization. The size 
and growth of an organization are factors to be reckoned 
with in any public relations programme. 


PR and Management 

3. PR Is an essential function of management. Good 
management implies consideration and regard for all 
employees. A basic philosophy of all sound management is 
that it assigns the pride of place to the Interests of its 
personnel and that its activities are directed towards the 
betterment of their welfare. The management has to inform 
its clientele and staff of its policies and programmes. It 
has to explain what it is doing for them and also clarify 
why it is not possible'for them to do certain things which 
the clientele would like Management to do. This would 
Increase mutual understanding and reduce tension between the 


• Formerly Additional Direotor, Institute of Secretariat 
Training and Management, New Delhi. 
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management and its publics, without whloh organizational 
growth and diversification would wellnlgh be Impossible. 


PR is not propaganda 

4. Propaganda on the part of any organization or Individual 
Is the presentation of a biased, one-sided or persistently 
bright Image of the Institution. This may lead to a 
distorted Image of the organization, surpassing the true 
pioture. This will mislead the public by giving them wrong 
ideas about the organization, which is not good public 
relations, and it will ultimately erode the credibility of 
the organization. Good public relations consist in not only 
explaining to the public what the organization has been able 
to aobieve but also in explaining why it has not been 
possible for the organization to achieve certain objectives 
in spite of honest efforts in that direction. 


Public Relations in Government 

5. In a democratic state, the people have high expectations 
from government and so legitimately expeot that they will be 
kept informed by government of all its plans, programmes and 
activities. Nay more, they rightly feel that they have a 
right to know what government is doing. Similarly, the 
government in a Welfare State has an obligation to inform the 
people of its policies and achievements. Government have 
taken hold of the commanding heights of the Nation's economy, 
and have initiated a large number of economic projects, 
industrial as well as agricultural. Apart from this, there is 
no facet of a citizen's life which is not affected in one way 
or the other by the activities of the State. With the 
nationalization of the major economic undertakings, and the 
Constitution itself defining the duties and rights of 
citizens, the administration impinges on all aspects of 
people's lives, political, economic and social. There has 
been a revolution of rising expectations on the part of the 
people, and, in order to ensure that these expectations do 
not turn into frustrations, it is necessary to explain to the 
people the polioles and attainments of government and also 
the stumbling blooks in the way of realising to the full sane 
of the objectives of Government. Only by adopting suoh an 
impartial and well thought out polloy of public relations, 
can Government present a comprehensive picture of the pros 
and cons of its programme to the public and enable them to 
develop a rational 'public opinion' which will provide the 
necessary feedback for Government to revise and reshape its 
policies and plans. 
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Publics of Oovtrnwnt 


6* Government has to deal with a number of publics who may 
be listed as under: 

a) Government employees 

b) Political groups 

c) The press 

d) The private sector Including industrialists and 
workers 

e) Farmers and agriculturists 

f) Tax payers 

g) Consumers 

h) Academics and professionals 

i) Students and youths 

J) Religious organizations, and so on. 


7. Maintenance of PR consists in dealing with these various 
publics of Government. Government has first and foremost to 
frame its policies and implement them in the best interests 
of the people, and then, as a follow up of this performance* 
oriented philosophy, take the necessary steps to keep the 
public informed of what it is doing and what it proposes to 
do. Government reaches its publios through PR, and the 
publics reach Government by the expression of public opinion 
through different agencies and methods such as: 

a) Parliament and other elected representative 
Institutions 

b) The Press 

o) Organized groups 

d) Opposition parties 

e) Public meetings, conferences, etc. 

f) Pamphlets, publications, posters, and so on. 

8. The different public relations media which Government 
can utilize for dissemination of Information are: 

a) Parliamentary proceedings 

b) Radio 

o) Television 

d) The Press: Press communiques and releases 

e) Audio-visual publicity 

f) Exhibitions 

g) Films and documentaries 

h) The Annual Reports and other publications of 
Ministries and other organizations 

i) Bulletins and hand-outs 

J) Posters and visual designs. 


Some of the above media are used by the publics also 
for expression of their opinions. 
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